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Survey Methodology

Tested Instrument
National, State and Local Applications

Random Sample(s)
Validated Sources

Three-Wave (Dillman) Mail Process

Response Rates

Representative Respondents

Confirmed Post-administration
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Elements of Systematic Citizen
Assessment: 1999-2000

Series of Surveys:
1992, 1993, 1994-5, 1995-6, 1998, 1999-00

Standardized Questions:
Trend Analysis

New Section Annually:
Customer/Contacts Analysis (1999-2000)

Oversample for Wenatchee Pilot Study
Corridor Safety/POPS Outcomes Assessed

District-by-District Analysis
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Trend Analysis:

WSP Mission Performance

5

Question: “Overall, the Washington State Patrol does a good job of performing its mission.’

__ Strongly Agree ____Agree ___ Undecided ___Disagree ___ Strongly Disagree

O Strongly Agree B Agree

1992 1993 1994-95 1995-96 1998 1999-2000

Note: Sample sizes range from 800 to 3000. Margin of error for 1999-2000 survey is +/- 3%
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Trend Analysis:
WSP Officer Courtesy

Question: “In general, Washington State Patrol Troopers treat citizens courteously.”

O Strongly Agree B Agree

100-
80-

601 63
401

207 | 26 23 19 23 25 24
v 1992 1993 1994-95 1995-96 1998 1999-2000
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Trend Analysis:
WSP Ethnic Neutrahty

Question: “The Washington State Patrol typically treats citizens the same regardless of
their ethnic background.”

O Strongly Agree B Agree

1992 1993 1994-95 1995-96 1998 1999-2000
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Trend Analysis: _
Citizen Satistaction With Services

Question: “I am quite satisfied with those services provided by the Washington State
Patrol with which I am familiar.”

O Strongly Agree B Agree

1992 1993 ~ 1994-95 1995-96 1998 1999-2000
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Trend Analysis:

Drunk Driving | Enforcement

Question: “With regard to the enforcement of drinking and driving laws, the Washington
State Patrol is doing a good job of removing drunk drivers from state highways.”

O Strongly Agree B Agree

1992 1993 1994-95 1995-96 1998 1999-2000
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Trend Analysis:
WSP Fairness Among Cited Drivers

Question: “Receiving a traffic citation (ticket) is never a pleasant experience. If you have
ever received a traffic ticket from a WSP Trooper, did you feel you were treated fairly?”

Percent of Cited Drivers Reporting Having Been Treated Fairly
01992 ©@1993 [©1994-95 199596 [1998  [1999-2000

100
90-
80-

70
60-
50-

1992 1993 1994-95 1995-96 1998 1999-2000
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Citizen Concerns:
Statewide vs. Local

80-
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Citizen Perceptions:
WSP Focus on Priority Problems

5-point scale: 1 =Too Little Attention, 5 = Too Much Attention
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Citizen Comment Themes

Cell Phones
Civility

Road Rage
Drunk Drivers

Commercial Operators
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Customer Contact Sample

Drivers Rendered Assistance =275)
Drivers Given Verbal Warning @=139)
Drivers Given Written Warning n=141)

Drivers Issued Citation =242
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Wenatchee Over-Sample

District History
Corridor Safety Program

POPS Activities
Pilot Study Effort

Problem Solving
Citizen Involvement and Partnerships

Note: 245 observations in District 6 provide for a margin of error of +/- 5%.
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WSP Mission Performance

Question: “Overall, the Washington State Patrol does a good job of performing its mission.”

__ Strongly Agree  _Agree  Undecided _ Disagree  Strongly Disagree

100+

95-

90+

85-
80-
134
70-
65
60-
55+
50-

AR - RN T

Citizen Wenatchee Assistance Verbal Written Citation
Warning  Warning
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WSP Troopers Attentive

Question: “In general, Washington State Patrol Troopers are attentive to the questions
and concerns of citizens.”

100+
95+
90+
85+
80+
154
70+
65+
60+
351
50+

Noe NEEAE N e

Citizen Wenatchee Assistance Verbal Written Citation
Warning  Warning
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WSP Troopers Courteous

Question: “In general, Washington State Patrol Troopers treat citizens courteously.”

100+

95+

90-

85+
80+
5/
70+
65-
60
555
50+

Ne SRR N\ BEN o X

Citizen Wenatchee Assistance Verbal Written
Warning  Warning
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WSP Troopers Neutral

Question: “The Washington State Patrol typically treats citizens the same regardless of
their ethnic background.”

100+
95
90+
85+
80+
75
70+
65+
60+
55+
50 . .
45
40 . ; ; ; ; .
Citizen Wenatchee Assistance Verbal Written Citation

Warning  Warning

WSU - DGSS WSP Citizen Survey Report November 7, 2000 19



WSP Troopers Reliable

Question: “In General, Washington State Patrol Troopers are reliable.”

100
95
90+
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80-
134
70-
65+
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55+
50-
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Citizen Wenatchee Assistance Verbal Written Citation
Warning  Warning
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WSP Troopers Responsive

Question: “In general, Washington State Patrol Troopers are responsive to local issues.”

100+

Citizen Wenatchee Assistance Verbal Written Citation
Warning  Warning
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WSP Troopers Competent

100
95-
90+
85+
80-
134
70-
65+
60-
S5+
50-

Question: “In general, Washington State Patrol Troopers are competent.”
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Citizen Wenatchee Assistance Verbal
Warning  Warning
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WSP Troopers Polite

Question: “Generally, Washington State Patrol Troopers are polite and use appropriate
manners in their contacts with citizens.”
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Satistaction With WSP Services

Question: “I am quite satisfied with those services provided by the Washington State
Patrol with which I am familiar.”

100+
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50
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Citizen Wenatchee Assistance Verbal Written Citation
Warning  Warning
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WSP DUI Enforcement Success

Question: “With regard to the enforcement of drinking and driving laws, the Washington
State Patrol is doing a good job of removing drunk drivers from state highways.”
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WSP Commercial Enforcement Success

Question: “The WSP does a good job of detecting commercial motor vehicles which are
in violation of speeding, following too closely, or making illegal lane changes.”
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Cumulative Ratings on 5-1tem

Evaluate Scale

Scale: S = Highly Favorable, 25 = Highly Unfavorable

'\'\'\I'\'\
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Wenatchee

Citizens

Assistance

Written
Warning

Verbal
Warning

Citation

9.66

10.28

10.46

10.87

11.08

11.62
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District Assessments

District Response
w Levels: b

District 1 - 275
District 2 - 491 -
District 3 - 185
District 4 - 173
District 5 - 175
District 6 - 245
District 7 - 277
District 8 - 196

w7 ' ot w7

i

Note: Numbers of reépondents per WSP District provide a margfn for error of +/- 7%.
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WSP Mission Performance

Question: “Overall, the Washington State Patrol does a good job of performing its
mission.”

__ Strongly Agree  Agree  Undecided  Disagree  Strongly Disagree

100+

95+

90+
85+
80-
75
70+

60-
55+
50+

District 1 District 2 District 3 District 4 District 5 District 6 District 7 District 8
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WSP Troopers Attentive

Question: “In general, Washington State Patrol Troopers are attentive to the questions
and concerns of citizens.”

100+
95+
90+
85-
80+
751
70+
65-
60+
55+
50+

District 1 District 2 District 3 District 4 District 5 District 6 District 7 District 8
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WSP Troopers Courteous

Question: “In general, Washington State Patrol Troopers treat citizens courteously.”

100+

95+

90+
85-
80+
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70+
65-
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55+
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District 1 District 2 District 3 District 4 District 5 District 6 District 7 District 8
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WSP Troopers Neutral

Question: “The Washington State Patrol typically treats citizens the same regardless of
their ethnic background.”
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90+
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WSP Troopers Reliable

Question: “In General, Washington State Patrol Troopers are reliable.”

100+

95+

90_
851
80+
13
70+
65-
60+
55+
50-

District 1 District 2 District 3 District 4 District 5 District 6 District 7 District 8
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WSP Troopers Responsive

Question: “In general, Washington State Patrol Troopers are responsive to local issues.”

100+
95+
90+
85-
80+
75+
70+
65-
60+
55+
50-

District 1 District 2 District 3 District 4 District 5 District 6 District 7 District 8
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WSP Troopers Competent

Question: “In general, Washington State Patrol Troopers are competent.”
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WSP Troopers Polite

Question: “Generally, Washington State Patrol Troopers are polite and use appropriate
manners in their contacts with citizens.”
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Satistaction With WSP Services

Question: “I am quite satisfied with those services provided by the Washington State
Patrol with which I am familiar.”

100+
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WSP DUI Enforcement Success

Question: “With regard to the enforcement of drinking and driving laws, the Washington
State Patrol is doing a good job of removing drunk drivers from state highways.”
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WSP Commercial Enforcement Success

Question: “The WSP does a good job of detecting commercial motor vehicles which are
in violation of speeding, following too closely, or making illegal lane changes.”

100+
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~ Dastrict 1 - Top Concerns:

100
90
80+
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60+
S0+
40+
30+
20+
10
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Traffic ~ Drunk Driving  Unsafe Car Drivers
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Dlstrlct 1:
WSP Success w1th T op Concerns

100+
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Traffic
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- Drunk Driving

WSP Citizen Survey Report
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Dastrict 1:

Trust in Government

Percen

100

i # AN W

Other LE

Local Schools Local Gover
* Government - Agencies
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~ Dastrict 2 - Top Concerns:
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Dlstrlct 2 |
WSP Success w1th Top Concerns
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District 2:

Trust 1n Government

100+

RS el \ TN

Local Schools Loc3 Other LE

Government  Government Agencies
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~ Diastrict 3 - Top Concerns:
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Dlstrlct 3 |
WSP Success w1th Top Concerns
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District 3:

Trust 1n Government
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District 4 - Top Concerns
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District 4; | |
WSP Success with Top Concerns
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District 4:

Trust in Government
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~ District 5 - Top Concerns
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Dlstrlct 5 |
WSP Success w1th Top Concerns

Percent 2
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District 5:

Trust 1n Government

s —___—— | E—
: i

100+

"

_ ¥

RS S\ TN

Local Schools Other LE

Government  Government Agencies

WSU - DGSS WSP Citizen Survey Report November 7, 2000

55



District 6 - Top Concerns
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District 6:
WSP Success with Top Concerns
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District 6:

Trust 1n Government
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~ Dastrict 7 - Top Concerns
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District 7;
WSP Success w1th Top Concerns
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District 7:

Trust in Government | |
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~ Dastrict 8 - Top Concerns:
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Dlstrlct 8 |
WSP Success w1th Top Concerns

100
90+
80-
70+
60+
50+
401
30
20
10-

* &

Drunk Drivers  Unsafe Car Drivers Accidents (Drunk)

WSU - DGSS . WSP Citizen Sufvey Report Novefnber 7, 2000

63



District &:

Trust 1n Government

Local Schools Local Other LE
Government Government Agencies
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District Concern Severity

100+
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80+
70
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S0
40
30
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District 1|District 2|District 3|District 4| District 5|District 6|District 7|District 8
(Traffic) | (Traffic) | (Drunk) | (Traffic) | (Drunk) | (Drunk) | (Traffic) | (Drunk)

.2 78.1 64 76.1 63.3 58.1 63.5 579
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District Concern Severity (Top 3)

200
175,
150-
125,
100-

751

50-
25

District 1 | District 2 | District 3 | District 4 | District 5 | District 6 | District 7 | District 8
196.9 194.9 183.5 195.3 177.3 169.4 177.2 161
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District Enforcement Success

100
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50+
40
30
20+
10+

L
L
District | District | District | District | District | District | District | District
1 2 3 4 5 6 7 8
45.4 44.6 30.5 36 22.9 274 42.7 26.9
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District Enforcement Success (Top 3)

200+
1751

District 1

District 2 | District 3 | District 4 | District 5 | District 6 | District 7 | District 8
124.3 139.6 119.2 106.9 91.3 99.4 109.7 86.3
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Conclusions

Very Favorable General Impressions
Customer/Contact Assessment Favorable
Geographic Differences

POPS/Other Impact 1n District 6

Verbal Warnings - Lessons Learned
Civility, Alcohol and Cell Phone Issues
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